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Bureau of Land Management 
Customer Service Plan 


The Bureau of Land Management (BLM) manages 270 million acres of Federal land -- about 
one-eighth of the land of the United States -- and 570 million acres of Federal mineral resources. 
In managing these lands, the BLM maintains official lands and mineral records, conducts 
inventories of resources, prepares resource management and project-specific plans, conducts land 
surveys, issues leases and other permits to use the public lands, enforces authorization 
conditions, designs and constructs roads and other improvements, restores degraded lands, and 
monitors resource conditions. 


It is the mission of the Bureau of Land Management to sustain the health of the public lands for 
present and future generations. In carrying out our mission, our aim is to serve you. 


OUR COMMITMENT TO CUSTOMER SERVICE 


O We will listen to you and respond to your suggestions. 


O We will incorporate customer service performance standards into management 
reviews and performance rating systems. 


O We will educate ourselves about customer service concepts and techniques, and, 
O We will use our experiences with you to improve the way we do business. 
O We will seek out the best business practices, measure our performance against 


them, and continually improve our performance. 
CUSTOMER SERVICE STANDARDS 


We will always: 


e Treat you in a courteous, efficient, and professional manner every time you 
contact us; 

e Work with you to meet your needs while complying with laws and regulations; 

e Advise you if your request cannot be filled in your initial contact with us, tell you 


who will respond to your request and when you can expect that response. 


Initially, to improve our service to you, we are establishing the following key performance 
standards: 


Information Access Centers - [Central locations where you may obtain information and 
products]. 


® You will be greeted and your request will be acknowledged within 5 minutes of 
your arrival. 


e You will receive the most current and accurate information about the public lands 
that we have available to the public. 


e You will receive available information within 30 minutes of your in-person 
request. We will respond to your telephone or written requests within 5 business 
days. 


Uses Requiring Authorization - [Grazing permits, mineral leases, and rights of way that 
require prior written approval]. 


e You will receive a response to your telephone or written requests, usually within 
5 business days. 


8 You will be informed how your request will be handled, who will respond to 
your request, and when we expect to address your request. 


Casual Uses of Lands, Facilities and Developed Sites - [Use of campgrounds, visitor 


centers, developed trails, and other facilities]. 


e You will be provided with well-designed and maintained facilities. 


e You will receive complete and up-to-date information on the requested site. 
@ If you need an authorization to use lands, facilities or sites, we will complete 


action on your in-person request within 30 minutes. We will respond to 
telephone or written requests within 5 business days. 


Compliance and Enforcement - [Enforcement of requirements, regulations, and laws 
governing leases, permits, grants, and other uses of lands and resources. ] 


e You will be advised of the requirements for the proper use of public lands and 
resources. 
e You will be given the information you need regarding the applicable BLM 


compliance and enforcement process, expected timeframes, and reporting 
requirements and responsibilities. 


e You will be treated fairly under laws and regulations. 


Public Policy Involvement Opportunities - [Opportunities for you to be involved in our 
planning process and our management of resources. ] 


e You will be provided with the opportunity to tell us how you think publicly 
owned resources should be managed. 


e As we develop plans and regulations or other requirements for the use of public 
resources, you will be asked for your ideas. 


e You will be given adequate time to make your comments and suggestions. 


During this first year of using customer service standards, each BLM State Office will 
apply the customer service standards identified above to the services and products listed for 
their State. Each BLM office will refine these standards to improve service to you. 


Alaska State Office [with jurisdiction for: Alaska] 
222 W. 7th Avenue, No. 13, Anchorage, Alaska 99513-5076; (907) 271-5555 


Minerals Administration 

Outdoor Recreation 

Land Conveyances 

Trans-Alaska Pipeline Monitoring 
Cadastral Survey - Patents 


Arizona State Office [Arizona] 
3707 North 7th Street, P.O. Box 16563, Phoenix, Arizona 85011; (602) 650-0504 


Concessions 

Mining Law Recordation 

Outdoor Recreational Areas/Facilities 
Wild Horse and Burro Adoptions 
Grazing Permit and Lease Administration 


California State Office [California] 
2800 Cottage Way, Room E-2841, Sacramento, California 95825-1889; (916) 978-4754 


Mining Claim Recordation and Administration 
Outdoor Recreation 
Cadastral Survey 


Colorado State Office [Colorado] 
2850 Youngfield Street, Lakewood, Colorado 80215-7076; (303) 239-3600 


Solid and Fluid Minerals and Materials Administration 
Grazing Permit and Lease Authorizations 
Outdoor Recreation, including Cultural, Historic, and Paleontological Resources 


Eastern States Office [All States bordering and East of the Mississippi River] 
7450 Boston Boulevard, Springfield, Virginia 22153; (703) 440-1714 


Oil and Gas Leases and Permits 
Wild Horse and Burro Adoptions 
Realty Actions 

Minerals Administration 


Idaho State Office [Idaho] 
3380 Americana Terrace, Boise, Idaho 83706; (208) 384-3014 


Realty Actions 

Minerals Administration 

Cadastral Survey 

Wild Horse and Burro Adoptions 
Outdoor Recreation 

Forestry 

Grazing Permit and Lease Administration 
Visitor Centers 


Montana State Office [Montana, North Dakota, South Dakota] 
222 North 32nd Street; P.O. Box 36800, Billings, Montana 59107-6800; (406) 255-2888 


Outdoor Recreation 

Cadastral Survey 

Oil and Gas Lease Sales 

Mining Claim Recordation 

Wild Horse and Burro Adoptions 
Map Production and Sales 

Small Forest Product Sales 


Nevada State Office [Nevada] 
850 Harvard Way, P.O. Box 12000, Reno, Nevada 89520-0006; (702) 785-6586 


Wild Horse and Burro Adoptions 
Minerals Administration 

Grazing Permit and Lease Administration 
Outdoor Recreation 

Visitor Centers 


New Mexico State Office [New Mexico, Kansas, Oklahoma, Texas] 
1474 Rodeo Road, P.O. Box 27115, Santa Fe, New Mexico 87502-0115; (505) 438-7400 


Minerals Administration 
Realty Actions 

Outdoor Recreation 
Interpretive Programs 
Cadastral Survey 


Oregon State Office [Oregon, Washington] 
1300 N.E. 44th Avenue, P.O. Box 2965, Portland, Oregon 97208-2965; (503) 280-7287 


Reception Areas 

Grazing Permit and Lease Administration 
Realty Actions 

Minerals Administration 

Wild Horse and Burro Adoptions 

Visitor Centers 

Transportation 

Forest Products Transactions 


Utah State Office [Utah] 
324 South State Street, Suite 301, Salt Lake City, Utah 84111-2303; (801) 539-4001 


Minerals Administration 

Realty Actions 

Grazing Permit and Lease Administration 
Visitor Centers 

Outdoor Recreation 

Wild Horse and Burro Adoptions 


Wyoming State Office [Wyoming, Nebraska] 
2515 Warren Avenue, P.O. Box 1828, Cheyenne, Wyoming 82003; (307) 775-6256 


Oil and Gas Leases 
Minerals Administration 
Mining Claims 

Outdoor Recreation 
Cadastral Survey 


Service Center, Denver Federal Center [National] 
Building 50, P.O. Box 25047, Denver, Colorado 80225-0047; (303) 236-6454 


Mapping Products 
Technical Resource Management Assistance 
Procurement/Contracting 


IT IS IMPORTANT TO US TO KNOW YOUR NEEDS 


The BLM serves the public over 200 million times a year. Customers, like you, come from all 
areas of the country and throughout the world. You have a wide variety of interests and needs. 
You receive our products and services in one or more of these ways: 


> 


Information users call, write, or visit a BLM office to request information about the 
public lands or records, such as: 


O 


Maps, land records, and other geographic information. 


General information on BLM programs, products, and services, such as our 
adopt-a-horse program, recreational opportunities, mining, and "Watchable 
Wildlife." 


Beneficial users engage in a variety of uses on the public lands. Examples include: 


O 


O 


Applicants for and holders of mineral leases, mining claims, grazing permits, 
rights-of-way, and other transactions. 


Users of services and facilities, such as campsites and hiking trails. 


Applicants for realty patents and land exchanges of public lands. 


Regulated users are subject to monitoring and inspection to ensure compliance with 
the law. Examples include: 


O 


O 


Oil and gas permittees and lessees, grazing permittees, and mining claimants 
subject to inspection and enforcement. 


Beneficiaries of cadastral surveys of all Federal boundaries, including tribal 
boundaries. 


Beneficiaries and subjects of law enforcement activities on public lands. 


Interest users are individuals or organizations that express interest in the condition 
and uses of the public lands and seek involvement in public resources management. 
They provide comments and suggestions on how public lands and resources should 
be managed. Examples include: 


O 


O 


Members of an interest group or officials of such a group. 


The American taxpayer. 


WE WANT TO KNOW WHAT YOU THINK 


The BLM will use both quantitative and qualitative methods to obtain customer information and 
data. We will use your feedback to measure our performance, to improve our products and 
services, and in our training. 


We will measure our performance against the best business practices. We will determine how 
that performance is achieved, and use that information as the basis for improvement. We will 
seek out the best practitioners to compare or "benchmark" our performance. In addressing your 
needs and suggestions, our goals are to: 


Take a hard look at and improve linkages in our processes, practices, and systems. 
Accelerate our drive to be the best. 

Discover new ideas. 

Focus on common targets for improvement. 


Initially, we will identify the best business practices for the five "Service Standards" areas 
previously described. By the end of Fiscal Year 1995, our offices will identify targets and 
standards for key products and services. 


ARE YOU SATISFIED? 


We are continually striving to give you accurate, timely, and complete information; fair and 
accurate responses to your requests for resource use on the public lands; and efficient, equitable, 
and courteous monitoring of your lease, application, or permit. If for some reason you were 
not treated in a fair, courteous, and professional manner, we want to know and we will take 
steps to correct problems! If you are not satisfied with a decision or ruling we have made we 
will inform you about the proper appeal process. Please call or send a brief description of the 
product or service, date and location of the transaction, and the reason it did not meet your 
expectations. You can use the addresses listed above for the appropriate BLM offices, or 
contact us at our headquarters: 

U.S. Department of the Interior, Bureau of Land Management, Office of Public Affairs, 
Room 5600, 1849 C Street, N.W., Washington, D.C. 20240; (202) 208-5717. 


BLM Library 
Yenver Federal Center 
Bldg. 50, OC-521 
P.O. Box 25047 
Denver, CO 80225 


[Cut Here] 


Customer Response Card 


To help us better understand your needs, we would like to know how you feel about our "Commitment to 
Customer Service." 


ip Did you find our commitment understandable? FJ Yes J No 
2 Are you satisfied with the standards we have set initially? [J Yes EJ No 
What other standards are important to you? 
3 Do you think this brochure shows we understand who you are and what you want from us? 
4. Does our commitment meet your expectations? [J Yes [J No 
e What one thing could we do to better meet your needs? 
e What one thing are we now doing that most satisfies you? 
ah Why did you visit our office? 


(ee Which office did you visit? 
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